



INDIVIDUAL ACHIEVEMENT AWARDS 
Jay Kapur 
Director, Strategic Marketing Planning, Product 
and Market Management 
One of Jay's most notable accomplishments was his 
contribution to the development of the Strategic 
Marketing Planning Process. Through his effective 
leadership and planning, BCBSF is better positioned to 
meet customer needs and expectations. Jay's personal 
involvement, initiative and drive dramatically acceler­
ated the Strategic Marketing Planning Process. 
Robert "Jep" Larkin 
Account Manager, Group Sales, State Business lfnlt 
Jep led a multi-disciplinary workgroup responsible for 
managing the Florida Comprehensive Health Associa­
tion (FCHA) program for the National/Corporate team. 
Jep worked with FCHA representatives to resolve 
numerous financial, operational and account manage­
ment issues. His professional standards and commit­
ment have helped to build positive relations with the 
FCHA. Under this program, Jep continues to meet with 
Department of Insurance representatives and Florida 
legislators to discuss BCBSF's ability to improve health 
care in Florida. 
Sharon Pastorius 
Manager, Member AdYlsory Council and Community 
Relations Programs, Public Relations 
Sharon demonstrated outstanding leadership skills and 
initiative as she planned and implemented two series of 
successful state-wide business seminars that brought 
valuable wellness information to more than 300 busi­
nesses, resulting in positive media coverage for the 
company. She effectively gained endorsements from her 
community ties and raised more than $1,000 in semi­
nar registration fees for local health agencies. Sharon 
also provided vital communication to our South Florida 
co-workers and directed the company's community 
involvement programs as a member of the South 
Florida Recovery Workgroup. 
Arthur Walker 
Coordinator, Marketing Operations, Corporate 
Marketing, Marketing/Sales Information SerYlce 
Art significantly contributed to the development and 
implementation of Benefact, a statewide territory man­
agement system. He provided the program code, data 
structures, technical leadership and outside resources 
needed to make prospecting and managing accounts 
more effective for BCBSF's local group sales force. Art's 
skills and dedication were critical in making this project 
a success. 
FINANCE 
INDIVIDUAL ACHIEVEMENT AWARDS 
James Beck 
Senior Internal Auditor, Internal Audit 
Jim has provided a superior level of technical assist­
ance in coordinating external audit efforts relative to 
the Florida Comprehensive Health Association (FCHA) 
account. His assistance with four separate audits 
requested by the State of Florida of FCHA activities 
conducted by BCBSF required continuous "hands-on" 
coordination to ensure an understanding of audit 
activities. He is to be commended for his attention to 
detail, initiative and perseverance during some very 
challenging situations. 
Carolyn Bescript 
Supervisor, Accounts Payable, Corporate Accounting 
Carol contributed to the successful development and 
implementation of the Dun and Bradstreet Software 
system. Under her leadership, the system improved pro­
ductivity and inventory levels while enhancing customer 
service. She also provided research for a State Sales 
Tax audit that saved BCBSF more than $150,000 of the 
original liability cited for sales tax. Her personal efforts 
were outstanding, yielding positive results. 
Michael Butler 
Director, Corporate Finance 
Mike successfully led the multi-year Corporate Finance 
Project resulting in the implementation of nine modules 
of the Dun and Bradstreet Software system. He devel­
oped critical interpersonal relationships within the 
company to gain the understanding and commitment 
necessary for introducing the project. His dedication, 
initiative and participative management style were 
instrumental in the success of the project. Mike is 
recognized for his outstanding personal commitment. 
Jane Harvey 
Supervisor, Bank Reconciliation, Corporate 
Accounting 
Leading the Bank Reconciliation unit, Jane strength­
ened controls, improved financial integrity and 
decreased negligent uses of cash disbursements. She 
also resolved reconciling problems caused by account 
transfers and contributed to the design and implemen­
tation of a weekly check clearing report. With hard work 
and dedication, she was able to consistently achieve 
results beyond expectations. 
■ 
William Pruett 
Senior Tax Analyst, Corporate Tax Planning 
Bill successfully managed the Department of Revenue's 
audit, resulting in a reduction of corporate tax liability 
from more than $1.2 million to $672,000. Using diplo­
macy, persuasion and expert tax skills, he effectively 
coordinated all aspects of the audit with the Internal 
Audit staff and an external auditor. In addition to this 
project, Bill passed with honors the two Individual 
Health Insurance exams. During his years with the 
company, Bill has earned a reputation for his strong 
analytical ability and his dedication to high ethical 
standards. 
Robert Richards 
Senior Actuarial Associate, Hnanclal Operations, 
Actuarial 
Rob's technical expertise, strong planning and 
leadership skills, clear communication and effective 
project management skills assured BCBSF that the 
Small Group Reform Compliance activities were com­
pleted accurately and on time. To help achieve his 
goals, he developed a highly technical Reinsuring/Risk 
Assuming recommendation package that secured 
corporate approval. Rob is highly respected by his 
peers and co-workers and is often called to serve as 
an in-house expert regarding the interpretation and 
application of this new legislation. 
Harold "Gene" Rutherford 
Management Planning Consultant, Corporate 
Planning 
Gene managed the staffing and planning 
responsibilities for the Partners in Productivity Task 
Force, a key State of Florida support initiative. Gene 
worked closely with a local university to compile the 
large amounts of information required to understand 
government plans. Familiarizing himself with agency 
mission and performance, he coordinated communica­
tion among internal staff and state employees. Gene 
documented all research, meetings, decisions and 
assignments. Gene's commitment and outstanding 
communication skills contributed greatly to building a 
cooperative working relationship between BCBSF and 
the state. 
Gloria Statham 
Accountant II, Finance Operations, Financial 
Reporting 
Gloria planned, designed and implemented a financial 
reporting structure for the Florida Comprehensive 
Health Association account that ensures timely and 
accurate reporting both to internal and external parties. 
She developed all of the accounting procedures and 
automated the reporting process. Her efforts have been 
recognized by everyone involved. Gloria is seen as the 
"resource" for technical advice on many finance 
systems and accounting issues. 
■ 
GOVERNMENT PROGRAMS 
INDIVIDUAL ACHIEVEMENT AWARDS 
Washti Bajnath 
Senior Auditor, Medicare Part A, Provider Audit and 
Reimbursement Division 
Washti was instrumental in the development of the field 
audit automation and he developed an automated 
Provider Audit and Reimbursement Division 203. 
Responsible for some of the largest and most complex 
audits in south Florida, Washti completed his produc­
tion effectively and efficiently at 5 percent under 
budget. His high work standards, professionalism and 
personal initiative helped guide his department to a 
perfect Contractor Performance Evaluation Program 
score and his efforts have been frequently recognized 
and applauded by providers. 
Scott Danson 
Manager, ProYlder Programs, Reimbursement and 
Benefits Management, Medicare Part B 
In 1992, Scott introduced process improvements to 
Postpayment Medical Review that improved customer 
service and Contractor Performance Evaluation 
Program scores. He automated the medical review file 
preparation procedures, eliminating manual effort and 
the need for microfilm, for an annual savings of 
$86,000. Scott's innovative efforts to improve the 
annual Open Enrollment Program resulted in cost 
savings of approximately $100,000. 
Diane Kelley 
Manager, Reviews, Medicare Part B 
Diane led Medicare Review to achieve maximum Con­
tractor Performance Evaluation Program points for the 
first time in five years while improving quality assess­
ment by 10 percent and stabilizing inventory levels. 
Believing improvement should be continuous and cus­
tomer-focused, Diane analyzed causes for appeals and 
resolved several long-standing issues that had under­
mined customer service. 
Norma Lanier 
Manager, Customer Senlce, Medicare Part B 
Under Norma's participative leadership style, the Bene­
ficiary Telephone Area achieved maximum Contractor 
Performance Evaluation Program points and customer 
service performance was the highest ever. Norma's 
improvement efforts helped foster a collaborative 
relationship with the Health Care Financing Adminis­
tration, making it possible to ·influence the establish­
ment of a national telephone service goal. In addition to 
her duties as manager, Norma visited Miami after 
Hurricane Andrew to assess needs and provide 
hands-on support. 
■ 
SPECIAL CLAIMS RE-ENGINEERING PROJECT 
This group developed and implemented enhancements 
to Private Business Operation's Special Claims System. 
The system supported all market segments, including 
Publix and State Group, and processed 40,000 to 
50 000 claims nightly. Team members from Systems 
De�elopment, MST Support, Local, Direct and National/ 
Corporate Operations worked diligently, resulting in a 
25 percent to 30 percent increase in productivity, a 
more user-friendly system and a testing infrastructure 
that improves the quality of future changes. Critical to 
project success was the creation of a vital, learning 
























NCQA AccREDITATION WoRKGROUP 
The Accreditation Workgroup was formed to prepare 
Health Options, Inc. for the National Committee for 
Quality Assurance (NCQA) review in November 1992. 
Health Options was required to document compliance 
for many different standards, some of which crossed 
functional lines. Project members representing all five 
regions and the corporate office established communi­
cation links to assess and implement improvements. 
The workgroup successfully expanded the scope of the 
Quality Management (QM) Program, established a cen­
tralized credentialing unit, increased provider involve­
ment on QM committees, completed the recredenLialing 
of providers and improved Utilization and Quality 
Management Policies and Procedures. Their efforts also 
created a better understanding of QM programs 























Albert Yenchick, M.D. 
FLORIDA POWER ANo LIGHT WoRKGROUP 
The workgroup developed and implemented strategies 
to win the Florida Power and Light Company group 
account, a major employer with approximately 15,000 
employees. Team members from the Southern Region, 
Marketing, Cash Management, Network Planning and 
Support, Group Underwriting, Membership and Billing 
and Proposal Administration worked together to better 
understand the prospect's needs, to develop innovative 
solutions to barriers and to ensure a smooth implemen­
tation. After many months of dedication to the "Team 
Sell" approach, BCBSF was awarded the account as 
vendor of choice, resulting in the addition of more than 




















SMALL GROUP REFORM COMPLIANCE ANo 
PLANNING WoRKGRour 
The Small Group Compliance Workgroup was estab­
lished to ensure compliance with the Small Group Rate 
Reform Act and certification by the Department of 
Insurance. Later, the group was expanded to include 
product development and business planning efforts 
associated with the new legislation requirement of two 
standardized products for groups with less than 25 
employees. The team was responsible for communica­
tions and training processes for all affected corporate 
areas. As a result, a uniform HMO pricing model was 
developed for use by the regions. The group made strat­
egy recommendations that helped protect the company 
from acquiring excessive risk from the reform legisla­
tion. Extensive coordination enabled the team to 























Senior Operations Analyst, Medicare Part A 
Dena successfully executed and expanded the Direct 
Data Entry (DDE) system for Medicare Part A providers, 
exceeding year-end goals with 263 providers using the 
system. Dena focused on educating DDE users and pro­
viders for an effective system transition. She developed 
training manuals and a DDE newsletter and she orga­
nized and participated in state-wide presentations. 
Respected by her co-workers, Dena's team-oriented 
leadership fosters positive and productive working 
relationships to ensure increased customer satisfaction. 
Thomas Purvis 
Project Consultant, Business Planning, Medicare 
PartB 
Tom developed an automated Overpayment Recovery 
and Reporting System designed to handle large over­
payments, saving the division thousands of hours. He 
also introduced the advantages and features of CD-ROM 
computer technology to management. Tom is recognized 
for his dedication, creativity and competence in 
assuming leadership roles. 
Joy Schwartz 
Senior Operations Analyst, Paper Claim Entries 
(PCE) Suspense Claims, Medicare Part B 
Joy played a major role in the divisional achievement of 
maximum Contractor Performance Evaluation Program 
points in the Medical Review Accuracy Criterion and 
she delivered quality rationale on all Medical Review 
cases. Committed to customer satisfaction, Joy has built 
a positive relationship with the Pasco County Benefi­
ciary Advisory Council through volunteer work. Her 
personal philosophy of excellence is found in every­
thing she does and her technical expertise is highly 
respected by her co-workers. 
Robert Solomon 
Manager, DME Claims, Medicare Part B 
Robert led a strategic business analysis of the Durable 
Medical Equipment (DME) Place of Service regional 
contract, completing the task one month ahead of 
schedule. During a period of high turnover, Robert 
motivated his staff to exceed goals in production, 
quality, timeliness and total pending claims. He also 
implemented a plan that reduced total claims work days 
from 21. 8 to 6.2 days in less than six months. His 
participative management style and leadership efforts 
have restored positive relationships with DME 
providers, suppliers and beneficiaries. 
■ 
Reed Tillis 
Supervisor, Peer Review Organization Operations, 
Medicare Part A 
Reed established an innovative process to ship Peer 
Review Organization (PRO) cases to and from Physician 
Advisor Reviewers, which resulted in cost savings of 66 
percent per box, greater control of records shipped and 
a reduction in the length of time confidential materials 
were out of the office. He developed a pilot program 
with UPS that would be cost-effective and help the PRO 
meet service requirements. Reed also motivated and 
led his staff to design user-friendly programs to help 
monitor PRO movement. 
Frances Watkins 
Manager, Provider Education, Medicare Part B 
Fran employs the fundamentals of sound management 
to achieve extraordinary business results. Her depart­
ment exceeded goals in provider seminars, revenue 
generation and provider publications. Fran's internal 
customers gave her department a 100 percent customer 
satisfaction rating, providers have praised her service 
efforts and the Health Care Financing Administration 
publicly recognized the outstanding quality of the 
provider publications. Fran is a team player dedicated 
to customer satisfaction. 
Betty Williams 
Senior Provider Education Specialist, Provider 
Education, Medicare Part B 
As Provider Liaison, Betty has built strong, proactive 
relationships between BCBSF and several Florida 
medical associations. In addition to resolving basic 
allowance issues, she identified and provided documen­
tation that reduced development and overpayment 
issues in Audit 502. Betty also advised other Medicare 
areas on provider concerns and policy guidelines. Her 
dedication and concern for quality customer service 
make her an asset to Medicare B and to BCBSF. 
HUMAN RESOURCES 
INDIVIDUAL ACHIEVEMENT AWARDS 
Mary Gilbert-Quinn 
Senior Compensation and Benefits Analyst, 
Compensation and Benefits 
Mimi designed, implemented and continues to admin­
ister BCBSF's Work and Family Programs. She also led 
corporate sponsorship of the Week of the Working 
Parent. Because of her efforts, BCBSF has received 
recognition for its supportive employee programs 
related to work and family issues and for being an 
involved corporate citizen. Mimi is an asset to her 
division and the quality and content of her efforts are 
outstanding. 
TEAM ACHIEVEMENT AWARDS 
PRO S1'ART-UP TEAM 
Responding to a directive from the Health Care 
Financing Administration (HCFA), the PRO Start-Up 
Team established and implemented the Peer Review 
Organization for the state of Florida and BCBSF. 
Working within stringent time frames, representatives 
from many areas of the corporation worked together 
successfully, achieving outstanding results. The team 
responded to HCFA within three weeks, staffed the new 
department within five days, established telecommuni­
cations within 15 days and secured work space and 
equipment for more than 70 employees within three 
months. Members of the start-up team were creative 
and willing to address issues aggressively. A real sense 






















SPECIAL RECOGNITION AWARDS 
HURRICANE ANDREW RELIEF EFFORT 
This special award recognizes and honors the 
significant contributions made by all Blue Cross and 
Blue Shield of Florida employees to help their 
co-workers recover from the devastation caused by 
Hurricane Andrew in August 1992. 
Contributions were made in many different ways. 
Employees contributed more than $60,000 that was 
distributed to those who were financially harmed by the 
hurricane. Employees all over the state contributed 
truck loads of food, water, baby supplies, clothing and 
linens that were shipped to Miami within days of the 
storm. 
Volunteers went to south Florida to ensure that 
employees were safe, fed and housed. They rented fur­
niture, located apartments, helped repair roofs, moved 
supplies and boarded up exposed windows. Company 
personnel also moved quickly to normalize business 
operations by contacting service providers and 
re-establishing customer service lines and claims 
processing capabilities. 
The Special Achievement Award will be displayed in 
south Florida as a testament to the caring, concern and 
support demonstrated by all of Blue Cross and Blue 
Shield of Florida on behalf of its Southern Region 
employees. 
MEDICARE PART B MANAGER 
ANo SUPERVISOR TEAM 
The managers and supervisors of Medicare Part B are 
recognized for their extraordinary teamwork and 
coordination, which led to a 98 point rating from the 
Health Care Financing Administration for quality, 
timeliness, cost and operational efficiency. This 
outstanding rating brought the Florida Plan to fifth of 
47 carriers nationally from a last place ranking in 1990. 
The Medicare Part B division contributed to BCBSF's 
financial strength by absorbing all allowable corporate 
costs, processing 8 percent more claims with less than 
a 1 percent increase in administrative costs for fiscal 
year 1992. The carrier exceeded its Medicare Secondary 
Payor savings goal by nearly 64 percent with $60.5 
million in savings and $2 million in operational 
funding. Through payment safeguards, Medicare Part B 
also saved $95.9 million with $7.4 million in 
operational funding. 
The team wor.ked closely throughout the year forming 
ad hoc problem-solving and implementation teams to 
share resources and prioritize divisional needs. They 
took personal risks and made individual sacrifices for 
the team's benefit. The team's success required 
extraordinary leadership, dedication and coordination. 
Joseph Thomas 
Senior Management Development/Organization 
Development Specialist, Organization Development 
and Training 
Joe facilitated and coordinated the delivery of a pilot 
Management Development Program. Feedback on the 
program from participants and management has been 
supportive and positive. Even though the program is 
complete, Joe continues group and individual develop­
ment for the pilot participants. His commitment to 
continuous learning and personal development is highly 
commendable and exceeds the expectations for a 
facilitator. 
HEALTH CARE SERVICES ANo REGIONS 
INDIVIDUAL ACHIEVEMENT AWARDS 
REGIONS 
Scott Chain 
Hospital Negotiator, Northeast Region Field 
Operations 
Scott led the effort to develop Ambulatory Surgical 
Center and Skilled Nursing Facility networks for tradi­
tional and Preferred Patient Care in the Northeast 
Region. In developing the networks, he achieved lower 
pricing rates than targeted. The development of these 
networks will generate lower medical costs and 
increased access to services. Scott continues to use his 
communication, planning and coordination skills to 
ensure the successful addition of new providers. 
Harold Daugherty 
Manager, Planning, Analysis and Provider Audit, 
Central Region Finance 
Hal analyzed and implemented adjustments in HMO 
rates and trends, resulting in more competitive prod­
ucts in the Central Region. He also developed a more 
effective reconciliation process that is now used by all 
BCBSF regions. Leading the provider audit activity, he 
achieved 125 percent of goal with recoveries in excess 
of $900,000. Hal's outstanding creativity, initiative and 
communication skills continue to help him make 
positive contributions to the corporation and the health 
care community. 
Diane Frazier 
Individual Benefits Coordinator, Utlllzatlon 
Management Operations 
Diane completes more than half of her area's total case 
reviews. Her efficient and accurate efforts significantly 
contributed to the unit's 1992 cost savings of $7 million. 
As a psychiatric nurse, Diane demonstrates outstanding 
clinical judgment. Her dedication and professional stan­
dards set an example for all BCBSF employees. 
Nancy Lawton 
Supervisor, Marketing Administrative Services, 
Southern Region 
Nancy, a 25-year BCBSF veteran, is a true professional. 
She increased her department's ability to enroll new 
contracts more efficiently with a 51 percent increase in 
production. This effort led to the sales district reaching 
31 percent of annual goal in a single month. She also 
developed and implemented work flow processes to 
maximize district and unit goals. Her input was critical 
during the Corporate Pilot Project in the South Florida 
Region. 
Mary Matheson 
Assistant Account Manager, Northeast Region 
Marketing 
Mary's dedication and hard work led to the retention of 
99 percent of her major accounts and to the success of 
the region's sales and retention goals. Mary provided 
service to 16 accounts with 25,600 employees, the larg­
est territory and responsibility in the state. Continually 
receiving rave reviews, her expertise, professionalism 
and knowledge of the company have made enrollment 
transitions more successful. She often has uncovered 
new sales opportunities. Mary continues to maintain a 
positive and professional demeanor that earns the 
respect of her colleagues. 
David McCammon 
Regional Customer Service Manager, Operations, 
Southern Region 
David successfully developed and implemented the first 
regional provider services unit. Promoting open and 
frequent communication, David guided his staff to 
become fully cross-trained in all lines of business. His 
area's success helped the region exceed established 
service goals, improve customer satisfaction to 94 
percent and increase the regional retention level to 95 
percent. David truly sets the example for providing 
"superior customer service" and his efforts have laid 
the foundation for future specialized units in the 
region. 
Alexander Suto 
Facilitator, Quality and Audit, Government Business 
Operations 
During the year, Alex developed a statistical training 
program that simplified the development of sampling 
plans. Through his efforts, BCBSF is now able to pull a 
statistically valid random sample to meet the National 
Management Information Systems' guidelines. He 
reorganized the post quality function to reduce the 
number of auditors and to increase current staff 
efficiency. He also acted as project manager on innova­
tive corporate projects and developed a new approach 
to performance measurement that is customer focused, 
rather than individually focused. 
Cynthia Thelen 
Senior Methods Analyst, Government Business 
Operations 
Cynthia has demonstrated superior performance 
improving productivity and quality within claims and 
customer service. She also is outstanding at facilitating 
problem solving through employee focus groups. She 
developed a customer service audit information system 
and a Private Business Organization training tracking 
system. The results of her projects increased productiv­
ity more than 10 percent in audit, claims and customer 
service and improved the quality of data for manage­
ment information. 
Jacquelyn Ward 
Senior Systems Analyst, DBS Systems Support, IS&O 
Jackie organized and implemented the Data Base 
Systems Accounts Payable program. The implementa­
tion of this system was the last in a cluster of three 
integrated Materials Management systems in which 
Jackie played a major role. This implementation 
reduced invoice payment cycle time from six to three 
days, reduced paper, enhanced inquiry capabilities and 
increased reporting abilities. 
■ 
Adelia Pascual 
Medical ReYlew Analyst, Local Group Operations 
Adelia improved the quality and responsiveness of the 
medical review function . She developed a new monitor­
ing and tracking system for medical records, a process 
which calcu lates the actual time required to resolve 
medical issues, and she revised and enhanced many 
out-of-date processes that led to customer dissatisfac­
tion . Adelia also provided leadership to the Local Group 
Medical Review Team. She has set a standard of excel­
lence that serves as a model for a l l  BCBSF employees. 
Hattie Ransom 
Network Analyst, Telecommunications, IS&O 
During 1992, Hattie was responsible for the instal lation 
of more than 140 network connections to support 
Medicare A's Direct Data Line Entry. This network 
connection provided more accurate claim submissions 
and increased the percentage of electronica l ly sub­
mitted claims, which allowed E lectronic Media C laims 
to achieve a maximum Contractor Per formance Evalua­
tion Program rating this past year. 
Lisa Schlegel 
Planning and Operational Support Analyst, Direct 
Membership Operations 
Lisa worked on numerous operational improvements 
during the year but her most notable accomplishment 
was her contribution to the Direct Market Operation 's 
Inroads College Intern Program. She trained and 
supervised the intern in  the development of production 
standards for prospective enrollment and medica l rejec­
tion correspondence . This project resulted in work flow 
improvements and system enhancements, achieving a 
127 percent productivity i ncrease. 
Ronald Stanton 
Senior Systems Programmer, Software Support, 
IS&O 
This year Ron added more than 250 locations to the 
Direct Data Entry ( ODE) network, which gave providers 
access to Medicare A i n formation. He was instrumenta l  
in the recovery of the HMO system after a data base 
was corrupted and no val id backups existed . Duri ng the 
asbestos incident at the Riverside Home Office Complex, 
he developed and implemented a successful HMO 
system recovery plan . Ron consistently developed inno­
vative solutions to overcome any possible barriers to 
success. 
■ 
Pamela "P.J." McLaughlin 
Assistant Account Manager, Northeast Region 
Marketing 
P.J. successful ly fi l led the dual responsibi l ity of ser­
vicing and retain ing a l l  major Northeast Region 
accounts . P.J . helped develop the Group Champion 
Program to provide accounts with dai ly and weekly 
interaction with a speci fic customer service representa­
tive. This enhanced customer service and helped the 
region meet their retention goal .  She also played a key 
role in attain ing a dual option national account and a 
statewide dual option account. 
Manina Roman 
Operations Manager, Central Region 
Manina provided creative and innovative ideas to help 
prepare for the National Committee for Quality Assur­
ance ( NCQA) accreditation review. She developed and 
documented several standard operating procedures, 
one of which was adopted state-wide. To prepare her 
co-workers for the NCQA review, Manina participated in 
training more than 100 staff members and prepared a 
complete set of exhibits for the Members ' Rights and 
Responsibi l ities standard. Manina 's outstanding efforts 
led to a successful site visit by the NCQA team. 
Ellen Sullivan 
ProYlder Contracting RepresentatlYe II, Northeast 
Region Health Care Management 
I n  her new position of Quality Management Coordi nator, 
E l len prepared the Northeast Region for the National 
Committee for Quality Assurance accreditation review. 
In  addition to this assignment, she was instrumental in 
developing and implementing a monitoring and eva lua­
tion process for physician contracting efforts. She a lso 
implemented contracting programs that reduced Health 
Options, Inc. capitation costs and she established 
a lternative provider networks. E llen is a positive role 
model among her peers and she continues to demon­
strate a h igh degree of professionalism. 
Cecil Williams 
Marketing Manager, West Coast Region Marketing 
For the third straight year, Ceci l led the West Coast 
Region to a record net gain  in sales. His sa les repre­
sentative team a lso achieved the h ighest net gain  in  
sales with a 27.9 percent i ncrease and 7,457 new 
contracts. He also became involved in the Corporate 
Smal l  Group Reform Team and found time to assume 
the responsibi lities of an open Sales Manager's terri­
tory. Cecil 's enthusiasm and team-style management 
continue to yield superior results for himself, the region 
and the company. 
Eliza beth Zaller 
Medical Cost Analyst, Southern Region 
Elizabeth is responsible for analyzing, monitoring and 
simulating contracting and reimbursement issues. Dil i­
gent and accurate , she identi fied a potential issue with 
a catastrophic claims process and developed an action 
plan to correct it. El izabeth designed the uti l ization 
budget to tie into internal reports, indicator reports and 
the Financial Forecasting Model .  She a lso represents 
her department on the Quality Assurance Committee 
and the Medical Manager Group. El izabeth is a team 
player who has lent support to many different projects. 
HEALTH CARE SERVICES 
Jeanne Dorman 
Health Industry Analyst, Program 
Management/PHCP 
Working under stringent timeframes, Jeanne imple­
mented the Advantage65 Select in targeted counties 
and developed the Advantage65 Select physician 
network. She ini tiated communication and education 
processes to ensure understanding and commitment for 
the implementation effort. Currently, the program 
boasts more than 2 ,600 participating physicians. 
Without Jeanne's professional standards, outstanding 
leadership and team attitude, the implementation 
wou ld not have been as successful .  
David Teitelman 
Health Industry Analyst, Program Management/ 
IHCPM 
David 's leadership, technical expertise and communica­
tion ski l ls contributed to the successful imp lementation 
of the Advantage65 Select product. He developed a 
method to establish physician target numbers that met 
both the Department of Insurance requirements and 
management targets. Using his analytical ski l ls , David 
constructed indicators and reports to help monitor and 
eva luate the project. Under his leadership, the Commu­
n ication Workteam carried out company-wide communi­
cation and education. 
Alice Lee 
Senior Operations Analyst, Government Business 
Operations 
Alice played a lead role i n  the successful implementa­
tion of Diagnostic Related Grouping price file changes, 
resulting in  signi ficant quality and productivity 
improvements for BCBSF. Alice's initiatives enabled FEP 
C laims Operations to achieve all quality goals while 
processing an additional 400,000 claims without staff 
i ncreases or overtime. She also supported Document 
Identi fication Number implementation ,  the Psychiatric 
Substance Abuse Project and FEP Enrollment System 
implementation . Her organizational and communication 
skil ls have made her an asset to the FEP team and 
BCBSF. 
Claudia Lehe 
Operations Analyst II, Direct Market Operations 
During the past year, C laudia played a major role in the 
successful implementation of the Letter Management 
System ( LMS) .  Her hard work resulted in  removal of 
obsolete te lephone numbers from stationery, the 
acquisition of color CRT machines for all of Senior 
Market's clerica l staff and the instal lation of a printer 
for LMS. She a lso coordinated with several areas to 
develop retrieval methods and control mechanisms for 
Senior Market Operations. 
Lawrence Mazzocchi 
Supervisor, Southern Region, Local Group 
Operations 
Larry guided the Broward Service Unit to improve per­
formance and customer service. The unit reduced aged 
claims and inquiry inventories by 60 percent and 
improved telephone service levels by decreasing queue 
time from 60 to 27 seconds. As a resu lt, the unit sur­
passed targeted performance levels by year-end. Larry 
continues to demonstrate his abi lity to achieve results 
in a h ighly participative, collaborative manner. 
Richard Owens 
Systems Analyst I, Health Options Task Force 
Richard played a signi ficant role i n  the implementation 
of the Managed Health Care System (MHS) in the 
Northeast Region . His technical capabil ities, efficiency 
and attention to deta i l  reduced the need for costly 
retests. Richard a lso contributed to the development of 
software for the MHS Financial and Capitation sub­
systems and provided leadership for several major 
enhancement initiatives. Richard has gained respect 
from his team members and the user community he 
supports because of his commitment, expertise and 
cooperative personality. 
Debra Heimerl 
SuperYlsor, Direct Market Operations 
Debra improved the quality of her production environ­
ment, increasing the inquiry quality performance goal 
from 95.3 percent to 98.1 percent. Through her leader­
ship, Debra's staff effectiveness increased more than 
32 percent in the past year. She also coordinated the 
automation of the customer claims reporting process, 
saving one and one-half hours for each history file. She 
is a team player, a positive influence and an excellent 
role model. 
Mary Hubbard 
Senior Telecommunications Specialist, IS&O 
Mary analyzed the potential benefits of video-con­
ferencing as an enhancement to corporate communica­
tions. Later, she managed the implementation of the 
video-conferencing system in sites throughout the state. 
Video-conferencing capabilities have reduced travel 
expenditures and increased the number of employees 
who are able to participate in meetings. Mary's commu­
nication and coordination skills were essential in the 
development of video-conferencing capability. 
Jeffrey Johnson 
Systems Analyst II, Information Operations, IS&O 
A recognized expert with customers on IBM's Advanced 
Function Printing capabilities, Jeff has served on major 
corporate projects to create and/or redesign forms that 
are used internally and externally. This included work 
on the Accounts Receivable Project, State Group Check 
Writing and the General Ledger System. His contribu­
tions supported the $95,200 reduction in form costs in 
1992. Jeff's consistent leadership, caring and 
dedication contributed to a positive relationship with 
subscribers and providers. 
Mike Jones 
Director, Facilities and Office Senlces 
Mike's personal commitment to BCBSF was demon­
strated through his exemplary support of Southern 
Region employees who were affected by Hurricane 
Andrew. He supervised the delivery of supplies, coor­
dinated contractors and vendors to provide service to 
employees and helped with home repairs and transpor­
tation. Mike is congratulated for his team leadership, 
initiative and professionalism. 
FLORIDA COMBINED LIFE 
Maryellen Barber 
Senior Claims Analyst, Florida Combined Life 
Maryellen significantly contributed to the automation of 
claims processes and the redistribution of departmen­
tal work flow. This resulted in more efficient life claims 
processing and internal control enhancements. She is 
also responsible for integrating new products and 
programs, including Modified Benefit Whole Life and 
ASO Short Term Disability. Maryellen currently serves 
as president of the Fellow Life Management Institute 
Society in Jacksonville. Her initiative, leadership and 
claims expertise are highly respected by her peers. 
Terrell Gibson 
Manager, Planning and Long Term Care 
DeYelopment, Florida Combined Life 
Terry's hard work and dedication led to the successful 
implementation of Long Term Care (LTC) Insurance for 
BCBSF. Terry led all facets of the LTC project from busi­
ness analysis to a successful pilot implementation in 
the Southern and West Coast Regions. Terry's 
commitment to excellence and dedication to superior 
customer service virtually guaranteed the success of 
this project. 
Randy Simmons 
Agency Regional Director, Marketing Support, 
Florida Combined Life 
Randy developed computerized production models that 
closely track FCL's business plans. The models help 
determine variances so timely corrective action can be 
taken. He also coordinated and implemented the FCL 
Direct Response Program, resulting in premiums of 
more than $180,000. Due to Randy's personalized sales 
support, the Northwest Region's production volume was 
112 percent per plan and the Central Region's was 117 
percent per plan. Randy continually exceeds goals and 
is a vital member of the FCL team. 
LEGAL A FFAIRS 
INDIVIDUAL ACHIEVEMENT AWARDS 
Nona Atiles 
Risk Management Analyst, Risk Management 
Nona was instrumental in identifying the BCBSF employ­
ees who were affected by Hurricane Andrew and needed 
assistance in handling their personal insurance claims. 
Nona handled the claims for more than forty South 
Florida Region employees whose homes or vehicles were 
either completely destroyed or extensively damaged. 
Nona is to be congratulated for her team leadership and 
her ability to quickly complete difficult tasks. 
John Phelps 
Director, Risk Man ager, Risk Management 
John led the Environmental Hazards Workgroup, along 
with outside consultants, to develop state-of-the-art 
asbestos maintenance and abatement strategies. In 
May, John worked to stabilize the asbestos situation in 
the Riverside Home Office Complex so employees would 
be reassured about the safety of their work environ­
ment. His commitment to the health and safety of all 
BCBSF employees is exemplary. 
PRIVATE BUSINESS OPERATIONS 
INDIVIDUAL ACHIEVEMENT AWARDS 
JohnL Bentley 
Manager, Faci/Jties and Office Services 
JohnL's innovative efforts to stimulate and track 
economic growth within Jacksonville's minority commu­
nity have gained recognition from the Chamber of 
Commerce, the Minority Economic Development 
Committee and other community leaders. JohnL played 
a key role in the development of the city's Minority Set­
Aside Program and he has been chosen to serve on the 
Minority Economic Development Board. His leadership 
and professional standards have helped establish 
BCBSF as a good corporate citizen and have gained 
JohnL respect at work and in the community. 
Diane Brown 
Senior Trainer, Direct Market Operations 
Diane has made an outstanding contribution to Private 
Business Operations' technical training and personal 
development courses. She implemented an employee 
database that collects and reports all technical and non­
technical training course information. The installation 
increased the accuracy of the database and decreased 
the amount of administrative time associated with 
collecting and evaluating data. 
Jill Cooper 
Manager, National/Corporate Account Marketing 
Operations 
Jill implemented Clinical Claims Editor, a software 
package designed to flag erroneous claims for further 
review, for the Publix account. This resulted in savings 
of more than $225,000. Working with the Publix audit 
department , Jill initiated quality improvements that 
reduced settlements by more than $ 110,000. She also 
coordinated all activities associated with Publix's out­
of-state expansion to ensure continuous service for 
Publix associates. Because of her leadership and com­
munication skills, Jill has been asked to work as a 
stakeholder in Publix's total quality management 
efforts. 
Cheri Fitz 
Operations Analyst II, National and Corporate 
Account Marketing Operations, 
In implementing several large operational improvement 
projects, Cheri coordinated with Systems, Control 
Plans, Marketing and NASCO to improve processes for 
payee determination, claims pricing and the use of 
Florida provider file data. The resulting improvements 
contributed to the elimination of hundreds of inquiries 
and cash items returned for incorrect payments. Her 
patience and commitment contribute to effective group 
problem solving. 
Bettye Fowler 
Team Leader, Government Business Operations 
Bettye demonstrated superior performance throughout 
her assignment on the Customer Service Resource 
Team. She designed, developed, tested and imple­
mented a customer service system that supported the 
requirements stipulated in the State Account Opera­
tions (SAO) contract. The new system created signifi­
cant improvements in customer service. She also 
worked closely with Systems and SAO management 
team members to enhance the design of the customer 
service system management reports. 
Donna Gibson 
Trainer, Government Business Operations 
In 1992, Donna successfully trained 15 examiners on 
the suspense function and increased the trainees' pro­
ductivity by more than 10 percent over previous classes. 
She redesigned the training program, reducing the 
number of t raining hours by more than 15 percent per 
class. She has also been a key player in the Document 
Identification Number implementation, Psychiatric 
Substance Abuse Project and the Other Carrier Liability 
Enhancement Project. Donna's initiative, positive 
attitude and professionalism make her a valuable 
employee. 
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LEGAL AFFAIRS 
INDIVIDUAL ACHIEVEMENT AWARDS 
Nona Atiles 
Risk Management Analyst, Risk Management 
Nona was instrumental i n  identifyi ng the BCBSF employ­
ees who were affected by Hurricane Andrew and needed 
assistance in handling their personal insurance claims. 
Nona handled the claims for more than forty South 
Florida Region employees whose homes or vehicles were 
either completely destroyed or extensively damaged. 
Nona is to be congratulated for her team leadership and 
her abi lity to quickly complete difficult tasks. 
John Phelps 
Director, Risk Manager, Risk Management 
John led the Environmenta l  Hazards Workgroup, a long 
with outside consultants, to develop state-of-the-art 
asbestos maintenance and abatement strategies. I n  
May, John worked to stabil ize the asbestos situation i n  
the Riverside Home Office Complex so employees would 
be reassured about the safety of their work environ­
ment. His commitment to the health and safety of a l l  
BCBSF employees is exemplary. 
PRIVATE BUSINESS OPERATIONS 
INDIVIDUAL ACHIEVEMENT AWARDS 
JohnL Bentley 
Manager, Facl/Jties and Office Services 
JohnUs innovative efforts to stimulate and track 
economic growth with in Jacksonvi lle's minority commu­
nity have gai ned recognition from the Chamber of 
Commerce, the Minority Economic Development 
Committee and other community leaders. JohnL played 
a key role in the development of the city's M inority Set­
Aside Program and he has been chosen to serve on the 
Minority Economic Development Board . His leadership 
and professional standards have helped establish 
BCBSF as a good corporate citizen and have gained 
JohnL respect at work and in the community. 
Diane Brown 
Senior Trainer, Direct Market Operations 
Diane has made an outstanding contribution to Private 
Business Operations '  technica l training and personal 
development courses. She implemented an employee 
database that col lects and reports al l  technical and non­
technical train ing course information. The insta llation 
increased the accuracy of the database and decreased 
the amount of administrative time associated with 




Manager, National/Corporate Account Marketing 
Operations 
J i l l  implemented Cli nical C laims Editor, a software 
package designed to flag erroneous claims for further 
review, for the Publix account. This resulted in  savings . 
of more than $225,000. Working with the Publix audit 
department, J i l l  i nitiated quality improvements that 
reduced settlements by more than $ 1 10 ,000. She also 
coordinated a l l  activities associated with Publix's out­
of-state expansion to ensure continuous service for 
Publix associates. Because of her leadership and com­
munication ski l ls, J i l l  has been asked to work as a 
stakeholder in Publix's total quality management 
efforts. 
Cheri Fitz 
Operations Analyst II, National and Corporate 
Account Marketing Operations, 
I n  implementing several large operational improvement 
projects, Cheri coordinated with Systems, Control 
Plans, Marketing and NASCO to improve processes for 
payee determination , claims pricing and the use of 
Florida provider fi le data . The resulting improvements 
contributed to the elimination of hundreds of i nquiries 
and cash items returned for i ncorrect payments. Her 
patience and commitment contribute to effective group 
problem solving. 
Bettye Fowler 
Team Leader, Go11ernment Business Operations 
Bettye demonstrated superior performance throughout 
her assignment on the Customer Service Resource 
Team. She designed , developed, tested and imple­
mented a customer service system that supported the 
requirements stipu lated in the State Account Opera­
tions (SAO ) contract. The new system created sign ifi­
cant improvements in customer service. She a lso 
worked closely with Systems and SAO management 
team members to enhance the design of the customer 
service system management reports. 
Donna Gibson 
Trainer, Go11ernment Business Operations 
I n  1992, Donna successfu l ly trained 15 examiners on 
the suspense function and increased the trainees' pro­
ductivity by more than 10 percent over previous classes. 
She redesigned the train ing program, reducing the 
number of train ing hours by more than 15 percent per 
class. She has a lso been a key player in the Document 
Identification Number implementation , Psychiatric 
Substance Abuse Project and the Other Carrier Liabi l ity 
Enhancement Project. Donna's i nitiative , positive 




Supenlsor, Direct Market Operations 
Debra improved the quality of her production environ­
ment, increasing the inquiry quality per formance goal 
from 95.3 percent to 98. 1 percent. Through her leader­
ship, Debra 's staff effectiveness increased more than 
32 percent in the past year. She also coordi nated the 
automation of the customer claims reporting process, 
saving one and one-half hours for each history fi le . She 
is a team player, a positive in fluence and an excellent 
role model .  
Mary Hubbard 
Senior Telecommunications Specialist, IS&O 
Mary analyzed the potential benefits of video-con­
ferencing as an enhancement to corporate communica­
tions. Later, she managed the implementation of the 
video-conferencing system in sites throughout the state. 
Video-conferencing capabilities have reduced travel 
expenditures and increased the number of employees 
who are able to participate i n  meetings. Mary's commu­
nication and coordination skills were essential in the 
development of video-conferencing capabi lity. 
Jeffrey Johnson 
Systems Analyst II, Information Operations, IS&O 
A recognized expert with customers on IBM's Advanced 
Function Printing capabilities, Jeff has served on major 
corporate projects to create and/or redesign forms that 
are used internally and externally. This included work 
on the Accounts Receivable Project, State Group Check 
Writing and the General  Ledger System.  His contribu­
tions supported the $95,200 reduction in  form costs in 
1992 . Jeff's consistent leadership, car ing and 
dedication contributed to a positive relationship with 
subscribers and providers. 
Mike Jones 
Director, Facilities and Office Senlces 
Mike 's personal commitment to BCBSF was demon­
strated through his exemplary support of Southern 
Region employees who were affected by Hurricane 
Andrew. He supervised the delivery of supplies, coor­
dinated contractors and vendors to provide service to 
employees and helped with home repairs and transpor­
tation . Mike is congratulated for his team leadership, 
in i tiative and professionalism. 
FLORIDA COMBINED LIFE 
Maryellen Barber 
Senior Claims Analyst, Florida Combined Life 
Maryel len sign i ficantly contributed to the automation of 
claims processes and the redistribution of departmen­
ta l work flow. This resulted in more efficient l ife claims 
processing and internal control enhancements. She is 
also responsible for integrating new products and 
programs, including Modified Benefit Whole Li fe and 
ASO Short Term Disabili ty. Maryel len currently serves 
as president of the Fellow Li fe Management Institute 
Society in  Jacksonvi l le .  Her initiative , leadership and 
claims expertise are h ighly respected by her peers. 
Terrell Gibson 
Manager, Planning and Long Term Care 
DeYelopment, Florida Combined Life 
Terry's hard work and dedication led to the successfu l 
implementation of Long Term Care ( LTC) Insurance for 
BCBSF. Terry led all facets of the LTC project from busi­
ness analysis to a successful pi lot implementation in 
the Southern and West Coast Regions. Terry's 
commitment to excellence and dedication to superior 
customer service virtually guaranteed the success of 
this project. 
Randy Simmons 
Agency Regional Director, Marketing Support, 
Florida Combined Life 
Randy developed computerized production models that 
closely track FCL's business plans. The models help 
determine variances so timely corrective action can be 
taken . He also coordinated and implemented the FCL 
Direct Response Program, resulting in  premiums of  
more than $ 180,000. Due to Randy's personalized sales 
support, the Northwest Region 's production volume was 
1 12  percent per plan and the Central  Region's was 1 17  
percent per  plan .  Randy continually exceeds goals and 
is a vita l  member of the FCL team. 
Elizabeth Zaller 
Medical Cost Analyst, Southern Region 
Elizabeth is responsible for analyzing, monitoring and 
simulating contracting and reimbursement issues. Dili­
gent and accurate, she identified a potential issue with 
a catastrophic claims process and developed an action 
plan to correct it. Elizabeth designed the utilization 
budget to tie into internal reports, indicator reports and 
the Financial Forecasting Model. She also represents 
her department on the Quality Assurance Committee 
and the Medical Manager Group. Elizabeth is a team 
player who has lent support to many different projects. 
HEA LTH CARE SERVICES 
Jeanne Dorman 
Health Industry Analyst, Program 
Management/PHCP 
Working under stringent timeframes, Jeanne imple­
mented the Advantage65 Select in targeted counties 
and developed the Advantage65 Select physician 
network. She initiated communication and education 
processes to ensure understanding and commitment for 
the implementation ef fort. Currently, the program 
boasts more than 2,600 participating physicians. 
Without Jeanne's professional standards, outstanding 
leadership and team attitude, the implementation 
wou Id not have been as successful. 
David Teitelman 
Health Industry Analyst, Program Management/ 
IHCPM 
David's leadership, technical expertise and communica­
tion skills contributed to the successful implementation 
of the Advantage65 Select product. He developed a 
method to establish physician target numbers that met 
both the Department of Insurance requirements and 
management targets. Using his analytical skills, David 
constructed indicators and reports to help monitor and 
evaluate the project. Under his leadership, the Commu­
nication Workteam carried out company-wide communi­
cation and education. 
■ 
Alice Lee 
Senior Operations Analyst, Government Business 
Operations 
Alice played a lead role in the successful implementa­
tion of Diagnostic Related Grouping price file changes, 
resulting in significant quality and productivity 
improvements for BCBSF. Alice's initiatives enabled FEP 
Claims Operations to achieve all quality goals while 
processing an additional 400,000 claims without staff 
increases or overtime. She also supported Document 
Identification Number implementation, the Psychiatric 
Substance Abuse Project and FEP Enrollment System 
implementation. Her organizational and communication 
skills have made her an asset to the FEP team and 
BCBSF 
Claudia Lehe 
Operations Analyst II, Direct Market Operations 
During the past year, Claudia played a major role in the 
successful implementation of the Letter Management 
System (LMS). Her hard work resulted in removal of 
obsolete telephone numbers from stationery, the 
acquisition of color CRT machines for all of Senior 
Market's clerical staff and the installation of a printer 
for LMS. She also coordinated with several areas to 
develop retrieval methods and control mechanisms for 
Senior Market Operations. 
Lawrence Mazzocchi 
Supervisor, Southern Region, Local Group 
Operations 
Larry guided the Broward Service Unit to improve per­
formance and customer service. The unit reduced aged 
claims and inquiry inventories by 60 percent and 
improved telephone service levels by decreasing queue 
time from 60 to 27 seconds. As a result, the unit sur­
passed targeted performance levels by yeal'-end. Larry 
continues to demonstrate his ability to achieve results 
in a highly participative, collaborative manner. 
Richard Owens 
Systems Analyst I, Health Options Task Force 
Richard played a significant role in the implementation 
of the Managed Health Care System (MHS) in the 
Northeast Region. His technical capabilities, efficiency 
and attention to detail reduced the need for costly 
retests. Richard also contributed to the development of 
software for the MHS Financial and Capitation sub­
systems and provided leadership for several major 
enhancement initiatives. Richard has gained respect 
from his team members and the user community he 
supports because of his commitment, expertise and 
cooperative personality. 
Adelia Pascual 
Medical Review Analyst, Local Group Operations 
Adelia improved the quality and responsiveness of the 
medical review function . She developed a new monitor­
ing and tracking system for medical records, a process 
which calculates the actual time required to resolve 
medica l issues, and she revised and enhanced many 
out-of-date processes that led to customer dissatisfac­
tion . Adelia a lso provided leadership to the Local Group 
Medical Review Team . She has set a standard of excel­
lence that serves as a model for all BCBSF employees. 
Hattie Ransom 
Network Analyst, Telecommunications, IS&O 
During 1992, Hattie was responsib le for the instal lation 
of more than 140 network connections to support 
Medicare A's Direct Data Line Entry. This network 
connection provided more accurate c laim submissions 
and increased the percentage of electronica l ly sub­
mitted claims, which al lowed E lectronic Media C laims 
to achieve a maximum Contractor Performance Evalua­
tion Program rating this past year. 
Lisa Schlegel 
Planning and Operational Support Analyst, Direct 
Membership Operations 
Lisa worked on numerous operational improvements 
during the year but her most notable accomplishment 
was her contribution to the Direct Market Operation 's 
Inroads Col lege Intern Program. She trained and 
supervised the intern in  the development of production 
standards for prospective enrollment and medical rejec­
tion correspondence . This project resulted in work flow 
improvements and system enhancements, achieving a 
127 percent productivity increase. 
Ronald Stanton 
Senior Systems Programmer, Software Support, 
IS&O 
This year Ron added more than 250 locations to the 
Direct Data Entry ( ODE) network, which gave providers 
access to Medicare A in formation . He was instrumental 
in the recovery of the H MO system a fter a data base 
was corrupted and no val id backups existed. During the 
asbestos incident at the Riverside Home Office Complex, 
he developed and implemented a successful HMO 
system recovery plan. Ron consistently developed inno­
vative solutions to overcome any possible barriers to 
success. 
Pamela "P.J." McLaughlin 
Assistant Account Manager, Northeast Region 
Marketing 
P.J. successful ly fi lled the dual responsibility of ser­
vicing and retain ing al l  major Northeast Region 
accounts. P.J . helped develop the Group Champion 
Program to provide accounts with dai ly and weekly 
interaction with a specific customer service representa­
tive . This enhanced customer service and helped the 
region meet their retention goal .  She also played a key 
role in attaining a dual option national account and a 
statewide dual option account. 
Manina Roman 
Operations Manager, Central Region 
Manina provided creative and i nnovative ideas to help 
prepare for the National Committee for Quality Assur­
ance ( NCQA) accreditation review. She developed and 
documented several standard operating procedures, 
one of which was adopted state-wide. To prepare her 
co-workers for the NCQA review, Manina participated in 
tra in ing more than 100 staff members and prepared a 
complete set of exhibits for the Members' Rights and 
Responsibil ities standard .  Manina's outstanding efforts 
led to a successful site visit by the NCQA team. 
Ellen Sullivan 
Provider Contracting Representative II, Northeast 
Region Health Care Management 
I n  her new position of Quality Management Coordinator, 
E l len prepared the Northeast Region for the National 
Committee for Quality Assurance accreditation review. 
In  addition to this assignment, she was instrumental in 
developing and implementing a monitoring and evalua­
tion process for physician contracting efforts. She a lso 
implemented contracting programs that reduced Health 
Options, I nc. capitation costs and she established 
a lternative provider networks. E llen is a positive role 
model among her peers and she continues to demon­
strate a high degree of professionalism. 
Cecil Williams 
Marketing Manager, West Coast Region Marketing 
For the third straight year, Cecil led the West Coast 
Region to a record net gain  in sales. His sa les repre­
sentative team a lso achieved the h ighest net gain in  
sales with a 27.9 percent i ncrease and 7,457 new 
contracts. He also became involved in the Corporate 
Smal l  Group Reform Team and found time to assume 
the responsibil ities of an open Sales Manager's terri­
tory. Ceci l 's enthusiasm and team-style management 
continue to yield superior results for himself, the region 
and the company. 
Diane Frazier 
Individual Benefits Coordinator, Vtlllzatlon 
Management Operations 
Diane completes more than half of her area's total case 
reviews. Her efficient and accurate efforts significantly 
contributed to the unit's 1992 cost savings of $7 million. 
As a psychiatric nurse, Diane demonstrates outstanding 
clinical judgment. Her dedication and professional stan­
dards set an example for all BCBSF employees. 
Nancy Lawton 
Supervisor, Marketlug Administrative Services, 
Southern Region 
Nancy, a 25-year BCBSF veteran, is a true professional. 
She increased her department's ability to enroll new 
contracts more efficiently with a 5 1  percent increase in 
production. This effort led to the sales district reaching 
3 1  percent of annual goal in a single month. She also 
developed and implemented work flow processes to 
maximize district and unit goals. Her input was critical 
during the Corporate Pilot Project in the South Florida 
Region. 
Mary Matheson 
Assistant Account Manager, Northeast Region 
Marketing 
Mary's dedication and hard work led to the retention of 
99 percent of her major accounts and to the success of 
the region's sales and retention goals. Mary provided 
service to 16 accounts with 25,600 employees, the larg­
est territory and responsibility in the state. Continually 
receiving rave reviews, her expertise, professionalism 
and knowledge of the company have made enrollment 
transitions more successful. She often has uncovered 
new sales opportunities. Mary continues to maintain a 
positive and professional demeanor that earns the 
respect of her colleagues. 
David McCammon 
Regional Customer Service Manager, Operations, 
Southern Region 
David successfully developed and implemented the first 
regional provider services unit. Promoting open and 
frequent communication, David guided his staff to 
become fully cross-trained in all lines of business. His 
area's success helped the region exceed established 
service goals, improve customer satisfaction to 94 
percent and increase the regional retention level to 95 
percent. David truly sets the example for providing 
"superior customer service" and his efforts have laid 
the foundation for future specialized units in the 
region. 
Alexander Suto 
Facilitator, Quality and Audit, Government Business 
Operations 
During the year, Alex developed a statistical training 
program that simplified the development of sampling 
plans. Through his efforts, BCBSF is now able to pull a 
statistically valid random sample to meet the National 
Management Information Systems' guidelines. He 
reorganized the post quality function to reduce the 
number of auditors and to increase current staff 
efficiency. He also acted as project manager on innova­
tive corporate projects and developed a new approach 
to performance measurement that is customer focused, 
rather than individually focused. 
Cynthia Thelen 
Senior Methods Analyst, Government Business 
Operations 
Cynthia has demonstrated superior per formance 
improving productivity and quality within claims and 
customer service. She also is outstanding at facilitating 
problem solving through employee focus groups. She 
developed a customer service audit information system 
and a Private Business Organization training tracking 
system. The results of her projects increased productiv­
ity more than 10 percent in audit, claims and customer 
service and improved the quality of data for manage­
ment information. 
Jacquelyn Ward 
Senior Systems Analyst, DBS Systems Support, IS&O 
Jackie organized and implemented the Data Base 
Systems Accounts Payable program. The implementa­
tion of this system was the last in a cluster of three 
integrated Materials Management systems in which 
Jackie played a major role. This implementation 
reduced invoice payment cycle time from six to three 
days, reduced paper, enhanced inquiry capabilities and 
increased reporting abilities. 
■ 
SPECIAL RECOGNITION AWARDS 
HURRICANE ANDREW RELIEF EFFORT 
This special award recognizes and honors the 
significant contributions made by all Blue Cross and 
Blue Shield of Florida employees to help their 
co-workers recover from the devastation caused by 
Hurricane Andrew in August 1992. 
Contributions were made in many different ways. 
Employees contributed more than $60,000 that was 
distributed to those who were financially harmed by the 
hurricane. Employees all over the state contributed 
truck loads of food, water, baby supplies, clothing and 
linens that were shipped to Miami within days of the 
storm. 
Volunteers went to south Florida to ensure that 
employees were safe, fed and housed. They rented fur­
niture, located apartments, helped repair roofs, moved 
supplies and boarded up exposed windows. Company 
personnel also moved quickly to normalize business 
operations by contacting service providers and 
re-establishing customer service lines and claims 
processing capabilities. 
The Special Achievement Award will be displayed in 
south Florida as a testament to the caring, concern and 
support demonstrated by all of Blue Cross and Blue 
Shield of Florida on behalf of its Southern Region 
employees. 
M EDICARE PART B MANAGER 
AND SUPERVISOR TEAM 
The managers and supervisors of Medicare Part B are 
recognized for their extraordinary teamwork and 
coordination, which led to a 98 point rating from the 
Health Care Financing Administration for quality, 
timeliness, cost and operational efficiency. This 
outstanding rating brought the Florida Plan to fifth of 
4 7 carriers nationally from a last place ranking in 1990. 
The Medicare Part B division contributed to BCBSF's 
financial strength by absorbing all allowable corporate 
costs, processing 8 percent more claims with less than 
a 1 percent increase in administrative costs for fiscal 
year 1992. The carrier exceeded its Medicare Secondary 
Payor savings goal by nearly 64 percent with $60.5 
million in savings and $2 million in operational 
funding. Through payment safeguards, Medicare Part B 
also saved $95.9 million with $7.4 million in 
operational funding. 
The team worked closely throughout the year forming 
ad hoc problem-solving and implementation teams to 
share resources and prioritize divisional needs. They 
took personal risks and made individual sacrifices for 
the team's benefit. The team's success required 
extraordinary leadership, dedication and coordination. 
Joseph Thomas 
Senior Management Development/Organization 
Development Speclallst, Organization Development 
and Training 
Joe facilitated and coordinated the delivery of a pilot 
Management Development Program. Feedback on the 
program from participants and management has been 
supportive and positive. Even though the program is 
complete, Joe continues group and individual develop­
ment for the pilot participants. His commitment to 
continuous learning and personal development is highly 
commendable and exceeds the expectations for a 
facilitator. 
HEALTH CARE SERVICES AND REGIONS 
INDIVIDUAL ACHIEVEMENT AWARDS 
REGIONS 
Scott Chain 
Hospital Negotiator, Northeast Region Field 
Operations 
Scott led the effort to develop Ambulatory Surgical 
Center and Skilled Nursing Facility networks for tradi­
tional and Preferred Patient Care in the Northeast 
Region. In developing the networks, he achieved lower 
pricing rates than targeted. The development of these 
networks will generate lower medical costs and 
increased access to services. Scott continues to use his 
communication, planning and coordination skills to 
ensure the successful addition of new providers. 
Harold Daugherty 
Manager, Planning, Analysis and Pmvider Audit, 
Central Region Finance 
Hal analyzed and implemented adjustments in HMO 
rates and trends, resulting in more competitive prod­
ucts in the Central Region. He also developed a more 
effective reconciliation process that is now used by all 
BCBSF regions. Leading the provider audit activity, he 
achieved 125 percent of goal with recoveries in excess 
of $900,000. Hal's outstanding creativity, initiative and 
communication skills continue to help him make 
positive contributions to the corporation and the health 
care community. 
Reed Till is 
Supenlsor, Peer Review Organization Operations, 
Medicare Part A 
Reed established an innovative process to ship Peer 
Review Organization (PRO) cases to and from Physician 
Advisor Reviewers, which resulted in cost savings of 66 
percent per box, greater control of records shipped and 
a reduction in the length of time confidential materials 
were out of the office. He developed a pilot program 
with UPS that would be cost-effective and help the PRO 
meet service requirements. Reed also motivated and 
led his staff to design user-friendly programs to help 
monitor PRO movement. 
Frances Watkins 
Manager, Provider Education, Medicare Part B 
Fran employs the fundamentals of sound management 
to achieve extraordinary business results. Her depart­
ment exceeded goals in provider seminars, revenue 
generation and provider publications. Fran's internal 
customers gave her department a 100 percent customer 
satisfaction rating, providers have praised her service 
efforts and the Health Care Financing Administration 
publicly recognized the outstanding quality of the 
provider publications. Fran is a team player dedicated 
to customer satisfaction. 
Betty Will iams 
Senior Provider Education Specialist, Provider 
Education, Medicare Part B 
As Provider Liaison, Betty has built strong, proactive 
relationships between BCBSF and several Florida 
medical associations. In addition to resolving basic 
allowance issues, she identified and provided documen­
tation that reduced development and overpayment 
issues in Audit 502. Betty also advised other Medicare 
areas on provider concerns and policy guidelines. Her 
dedication and concern for quality customer service 
make her an asset to Medicare B and to BCBSF. 
HUMAN RESOURCES 
INDIVIDUAL ACHIEVEMENT AWARDS 
Mary Gilbert-Quinn 
Senior Compensation and Benefits Analyst, 
Compensation and Benefits 
Mimi designed, implemented and continues to admin­
ister BCBSF's Work and Family Programs. She also led 
corporate sponsorship of the Week of the Working 
Parent. Because of her ef forts, BCBSF has received 
recognition for its supportive employee programs 
related to work and family issues and for being an 
involved corporate citizen. Mimi is an asset to her 
division and the quality and content of her efforts are 
outstanding. 
■ 
TEAM ACHIEVEMENT AWARDS 
PRO START-UP TEAM 
Responding to a directive from the Health Care 
Financing Administration (HCFA), the PRO Start-Up 
Team established and implemented the Peer Review 
Organization for the state of Florida and BCBSF. 
Working within stringent time frames, representatives 
from many areas of the corporation worked together 
successfully, achieving outstanding results. The team 
responded to HCFA within three weeks, staffed the new 
department within five days, established telecommuni­
cations within 15 days and secured work space and 
equipment for more than 70 employees within three 
months. Members of the start-up team were creative 
and willing to address issues aggressively. A real sense 























FLORIDA PoWER AND LIGHT WoRKGROUP 
The workgroup developed and implemented strategies 
to win the Florida Power and Light Company group 
account, a major employer with approximately 15,000 
employees. Team members from the Southern Region, 
Marketing, Cash Management, Network Planning and 
Support, Group Underwriting, Membership and Billing 
and Proposal Administration worked together to better 
understand the prospect's needs, to develop innovative 
solutions to barriers and to ensure a smooth implemen­
tation. After many months of dedication to the "Team 
Sell" approach, BCBSF was awarded the account as 
vendor of choice, resulting in the addition of more than 




















SMALL GROUP REFORM COMPLIANCE AND 
PLANNING WoRKGROUP 
The Small Group Compliance Workgroup was estab­
lished to ensure compliance with the Small Group Rate 
Reform Act and certification by the Department of 
Insurance. Later, the group was expanded to include 
product development and business planning efforts 
associated with the new legislation requirement of two 
standardized products for groups with less than 25 
employees. The team was responsible for communica­
tions and training processes for all affected corporate 
areas. As a result, a uniform HMO pricing model was 
developed for use by the regions. The group made strat­
egy recommendations that helped protect the company 
from acquiring excessive risk from the reform legisla­
tion. Extensive coordination enabled the team to 























Senior Operations Analyst, Medicare Part A 
Dena successfully executed and expanded the Direct 
Data Entry (DOE) system for Medicare Part A providers, 
exceeding year-end goals with 263 providers using the 
system. Dena focused on educating DOE users and pro­
viders for an effective system transition. She developed 
training manuals and a DOE newsletter and she orga­
nized and participated in state-wide presentations. 
Respected by her co-workers, Dena's team-oriented 
leadership fosters positive and productive working 
relationships to ensure increased customer satisfaction. 
Thomas Purvis 
Project Consultant, Business Planning, Medicare 
PartB 
Tom developed an automated Overpayment Recovery 
and Reporting System designed to handle large over­
payments, saving the division thousands of hours. He 
also introduced the advantages and features of CD-ROM 
computer technology to management. Tom is recognized 
for his dedication, creativity and competence in 
assuming leadership roles. 
Joy Schwartz 
Senior Operations Analyst, Paper Claim Entries 
(PCE) Suspense Claims, Medicare Part B 
Joy played a major role in the divisional achievement of 
maximum Contractor Performance Evaluation Program 
points in the Medical Review Accuracy Criterion and 
she delivered quality rationale on all Medical Review 
cases. Committed to customer satisfaction, Joy has built 
a positive relationship with the Pasco County Benefi­
ciary Advisory Council through volunteer work. Her 
personal philosophy of excellence is found in every­
thing she does and her technical expertise is highly 
respected by her co-workers. 
Robert Solomon 
Manager, DME Claims, Medicare Part B 
Robert led a strategic business analysis of the Durable 
Medical Equipment (DME) Place of Service regional 
contract, completing the task one month ahead of 
schedule. During a period of high turnover, Robert 
motivated bis staff to exceed goals in production, 
quality, timeliness and total pending claims. He also 
implemented a plan that reduced total claims work days 
from 21. 8 to 6.2 days in less than six months. His 
participative management style and leadership efforts 
have restored positive relationships with DME 
providers, suppliers and beneficiaries. 
GOVERNMENT PROGRAMS 
INDIVIDUAL ACHIEVEMENT AWARDS 
Washti Bajnath 
Senior Auditor, Medicare Part A, Profider Audit and 
Reimbursement Difislon 
Washti was instrumental in the development of the field 
audit automation and he developed an automated 
Provider Audit and Reimbursement Division 203. 
Responsible for some of the largest and most complex 
audits in south Florida, Washti completed his produc­
tion effectively and efficiently at 5 percent under 
budget. His high work standards, professionalism and 
personal initiative helped guide his department to a 
perfect Contractor Performance Evaluation Program 
score and his efforts have been frequently recognized 
and applauded by providers. 
Scott Danson 
Manager, ProJ'lder Programs, Reimbursement and 
Benefits Management, Medicare Part B 
In 1992, Scott introduced process improvements to 
Postpayment Medical Review that improved customer 
service and Contractor Performance Evaluation 
Program scores. He automated the medical review file 
preparation procedures, eliminating manual effort and 
the need for microfilm, for an annual savings of 
$86,000. Scott's innovative efforts to improve the 
annual Open Enrollment Program resulted in cost 
savings of approximately $100,000. 
Diane Kelley 
Manager, Reflews, Medicare Part B 
Diane led Medicare Review to achieve maximum Con­
tractor Performance Evaluation Program points for the 
first time in five years while improving quality assess­
ment by 10 percent and stabilizing inventory levels. 
Believing improvement should be continuous and cus­
tomer-focused, Diane analyzed causes for appeals and 
resolved several long-standing issues that had under­
mined customer service. 
Norma Lanier 
Manager, Customer Service, Medicare Part B 
Under Norma's participative leadership style, the Bene­
ficiary Telephone Area achieved maximum Contractor 
Performance Evaluation Program points and customer 
service performance was the highest ever. Norma's 
improvement efforts helped foster a collaborative 
relationship with the Health Care Financing Adminis­
tration, making it possible to "influence the establish­
ment of a national telephone service goal. In addition to 
her duties as manager, Norma visited Miami after 
Hurricane Andrew to assess needs and provide 
hands-on support. 
■ 
SPECIAL CLAIMS RE-ENGINEERING PROJECT 
This group developed and implemented enhancements 
to Private Business Operation's Special Claims System. 
The system supported all market segments, including 
Publix and State Group, and processed 40,000 to 
50,000 claims nightly. Team members from Systems 
Development, MST Support, Local, Direct and National/ 
Corporate Operations worked diligently, resulting in a 
25 percent to 30 percent increase in productivity, a 
more user-friendly system and a testing infrastructure 
that improves the quality of future changes. Critical to 
project success was the creation of a vital, learning 
























NCQA AccREDITATION WoRKGRour 
The Accreditation Workgroup was formed to prepare 
Health Options, Inc. for the National Committee for 
Quality Assurance (NCQA) review in November 1992. 
Health Options was required to document compliance 
for many different standards, some of which crossed 
functional lines. Project members representing all five 
regions and the corporate office established communi­
cation links to assess and implement improvements. 
The workgroup successfully expanded the scope of the 
Quality Management (QM) Program, established a cen­
tralized credentialing unit, increased provider involve­
ment on QM committees, completed the recredentialing 
of providers and improved Utilization and Quality 
Management Policies and Procedures. Their efforts also 
created a better understanding of QM programs 























Albert Yenchick, M.D. 
■ 
William Pruett 
Senior Tax Analyst, Corporate Tax Planning 
Bill successfully managed the Department of Revenue's 
audit, resulting in a reduction of corporate tax liability 
from more than $ 1 .2 million to $672,000. Using diplo­
macy, persuasion and expert tax skills, he effectively 
coordinated all aspects of the audit with the Internal 
Audit staff and an external auditor. Jn addition to this 
project, Bill passed with honors the two Individual 
Health Insurance exams. During his years with the 
company, Bill has earned a reputation for his strong 
analytical ability and his dedication to high ethical 
standards . 
Robert Richards 
Senior Actuarial Associate, Financial Operations, 
Actuarial 
Rob's technical expertise, strong planning and 
leadership skills, clear communication and effective 
project management skills assured BCBSF that the 
Small Group Reform Compliance activities were com­
pleted accurately and on time. To help achieve his 
goals, he developed a highly technical Reinsuring/Risk 
Assuming recommendation package that secured 
corporate approval. Rob is highly respected by his 
peers and co-workers and is often called to serve as 
an in-house expert regarding the interpretation and 
application of this new legislation. 
Harold "Gene" Rutherford 
Management Planning Consultant, Corporate 
Planning 
Gene managed the staffing and planning 
responsibilities for the Partners in Productivity Task 
Force, a key State of Florida support initiative. Gene 
worked closely with a local university to compile the 
large amounts of information required to understand 
government plans. Familiarizing himself with agency 
mission and performance, he coordinated communica­
tion among internal staff and state employees. Gene 
documented all research, meetings, decisions and 
assignments. Gene's commitment and outstanding 
communication skills contributed greatly to building a 
cooperative working relationship between BCBSF and 
the state. 
Gloria Statham 
Accountant II, Finance Operations, Financial 
Reporting 
Gloria planned, designed and implemented a financial 
reporting structure for the Florida Comprehensive 
Health Association account that ensures timely and 
accurate reporting both to internal and external parties. 
She developed all of the accounting procedures and 
automated the reporting process. Her efforts have been 
recognized by everyone involved. Gloria is seen as the 
"resource" for technical advice on many finance 
systems and accounting issues. 
■ 
FINANCE 
INDIVIDUAL ACHIEVEMENT AWARDS 
James Beck 
Senior Internal Auditor, Internal Audit 
Jim has provided a superior level of technical assist­
ance in coordinating external audit ef forts relative to 
the Florida Comprehensive Health Association (FCHA) 
account. His assistance with four separate audits 
requested by the State of Florida of FCHA activities 
conducted by BCBSF required continuous "hands-on" 
coordination to ensure an understanding of audit 
activities. He is to be commended for his attention to 
detail, initiative and perseverance during some very 
challenging situations. 
Carolyn Bescript 
SuperYlsor, Accounts Payable, Corporate Accounting 
Carol contributed to the successful development and 
implementation of the Dun and Bradstreet Software 
system. Under her leadership, the system improved pro­
ductivity and inventory levels while enhancing customer 
service. She also provided research for a State Sales 
Tax audit that saved BCBSF more than $150,000 of the 
original liability cited for sales tax. Her personal efforts 
were outstanding, yielding positive results. 
Michael Butler 
Director, Corporate Finance 
Mike successfully led the multi-year Corporate Finance 
Project resulting in the implementation of nine modules 
of the Dun and Bradstreet Software system. He devel­
oped critical interpersonal relationships within the 
company to gain the understanding and commitment 
necessary for introducing the project. His dedication, 
initiative and participative management style were 
instrumental in the success of the project. Mike is 
recognized for his outstanding personal commitment. 
Jane Harvey 
Supenlsor, Bank Reconclllatlon, Corporate 
Accounting 
Leading the Bank Reconciliation unit, Jane strength­
ened controls, improved financial integrity and 
decreased negligent uses of cash disbursements. She 
also resolved reconciling problems caused by account 
transfers and contributed to the design and implemen­
tation of a weekly check clearing report. With hard work 
and dedication, she was able to consistently achieve 
results beyond expectations. 
MARKETING 
INDIVIDUAL ACHIEVEMENT AWARDS 
Jay Kapur 
Director, Strategic Marketing Planning, Product 
and Market Management 
One of Jay's most notable accomplishments was his 
contribution to the development of the Strategic 
Marketing Planning Process. Through his effective 
leadership and planning, BCBSF is better positioned to 
meet customer needs and expectations. Jay's personal 
involvement, initiative and drive dramatically acceler­
ated the Strategic Marketing Planning Process. 
Robert "Jep" Larkin 
Account Manager, Group Sales, State Business lfnlt 
Jep led a multi-disciplinary workgroup responsible for 
managing the Florida Comprehensive Health Associa­
tion (FCHA) program for the National/Corporate team. 
Jep worked with FCHA representatives to resolve 
numerous financial. operational and account manage­
ment issues. His professional standards and commit­
ment have helped to build positive relations with the 
FCHA. Under this program, Jep continues to meet with 
Department of Insurance representatives and Florida 
legislators to discuss BCBSF's ability to improve health 
care in Florida. 
Sharon Pastorius 
Manager, Member Advisory Council and Community 
Relations Programs, Public Relations 
Sharon demonstrated outstanding leadership skills and 
initiative as she planned and implemented two series of 
successful state-wide business seminars that brought 
valuable wellness information to more than 300 busi­
nesses, resulting in positive media coverage for the 
company. She effectively gained endorsements from her 
community ties and raised more than $1 ,000 in semi­
nar registration fees for local health agencies. Sharon 
also provided vital communication to our South Florida 
co-workers and directed the company's community 
involvement programs as a member of the South 
Florida Recovery Workgroup. 
Arthur Walker 
Coordinator, Marketing Operations, Corporate 
Marketing, Marketing/Sales Information Service 
Art significantly contributed to the development and 
implementation of Benefact, a statewide territory man­
agement system. He provided the program code, data 
structures, technical leadership and outside resources 
needed to make prospecting and managing accounts 
more effective for BCBSF's local group sales force. Art's 
skills and dedication were critical in making this project 
a success. 


